The aim of the research is assessing the effect of utilization of services revival strategy on behavioral intentions and trust of the clients of Iranian Insurance (Case Study: Iranian Insurance sales network in the City of Ardabil). In terms of purpose the study is applied and in terms of type of method causative. The population of this study is all the clients of Iranian Insurance in the City of Ardabil which includes 43,514 people. The method used for sampling the possible ways. The method used to determine the sampling is the method of available probability. For determining population size, the formula of unlimited population size has been used which in accordance with this formula the number of statistical sample has obtained 384. To increase the validity, 400 questionnaires were distributed and among the 400 questionnaires 375 cases were usable. In order to gather the required data, three types of standard questionnaires were used: the questionnaires of services revival strategies, of clients' trust and of behavioral intentions. SPSS software was used for analyzing data and multivariate regression was used to analyze the assumptions. The results showed that the services revival strategy influences on trust and behavioral intentions of clients of the Iranian Insurance Company. Also, trust of the clients influence on behavioral intentions of the clients of Iranian Insurance Company in the City of Ardabil.
Introduction
Insurance companies are one of the most dynamic and important institutions in many countries of the world. These companies are very important with respect to their features and benefits for society. Insurance companies cause peace and social welfare in society by transferring risk from population of the society to themselves. Insurance companies invest the insurance premiums taken from people in investing companies or stock market and cause economic growth in their countries. In order to offer appropriate services to the insured, insurance companies are required to have close ties with buyers of insurance especially buyers of non-coercive insurances so that they can be aware of the clients' needs and offer appropriate insurances for them (Ghodratpour, 2005) .
In the business world today and according to existing environmental changes (Gilaninia & et al,2013b) in which there are too much competitions not only among companies of one industry but also among different industries, recognition of the company's clients and awareness of buyers' behaviors creates a competitive advantage for their companies. Companies try to change their attitudes toward profitability and introduce new organization for their companies. Today's world is full of change and transformation (Gilaninia & et al, 2012c) . Companies try to change the organization of their institution from structure based on product to structure based on the customer. That means that companies try to place the customer in the center of their attention. Leading key of these changes is in the emergence of customer relationship management, which moves by means of integrated information systems and support software to meet customer needs (Mahdavinia, 2005) . One way to attract customers to the insurance companies is attracting their trust. Trust is beliefs of a person about the amount which one party behaves in a decent, honest and charitabe manner or in a foreseeable situation (Kim, 2003) . Research results show that organizations with customer-oriented orientation compared to organizations without this kind of orientation are more likely to achieve their customers' satisfaction and thereby provide long-term material and non-material consequences (Brady and Cornin, 2001: 241) In the meantime, since it is almost impossible to offer services being 100% error-free, effective revival of partial services to provide customers' satisfaction, elimination of negative word of mouth advertising and promotion of employees' performance is necessary frontline (Dong et al., 2008: 123 and taxis et al., 1998: 60) . The word "revival" was used for the first time in the field of services in advertising campaign called "customer first" by Barry Tisch Airways airline. Services revival is called as an attempt of an organization to offset the negative effects of a failure or malfunction. Effective use of services revival strategies is more important in order to attract customers' satisfaction. Services revival is of two dimensions: technical and functional. Technical dimension refers to what customers obtain through trying to revive services and functional dimension refers to how this process is conducted (Lin, 2006) . Granrus defines services revival as "the activities and actions of a company and its employees to repair and redress the harm and loss caused to clients. The purpose of services revival is satisfying customers. Techniques of services revival can include providing explanations to customers about the problem, apologizing, empowering employees to solve the problem at the moment of the incident, providing payment of damage or other forms of compensation and respecting for literature in process. Significant evidence shows that effective compensation of failures in services influences on customers' evaluating of the company and its behavior. (Hess Jr. et al., 2003: 129) . On the other hand, emphasis and focus on services revival and especially services revival strategies is important for companies to solve the problem. Services revival and its relation with trust and behavioral intentions of customers are of the issues which are increasingly of interest in 21 st century. Occurrence of failure of services can eliminate customers' satisfaction. Customers' satisfaction which is known as background and introduction of behavioral intentions of customer is a key factor which each service industry must gain it because a company can reduce the cost of attracting new customers by maintaining existing customers. Therefore, it is necessary for a company to use the services revival strategies that lead to customer retention (Samadi et al., 2008: 76) . Vol. 5, No.4; November. 2015 Consumer behavior is a psychology process (Gilaninia & et al, 2013a) and behavioral intentions or intentions in behavior are a result of the process of customers' satisfaction. Behavioral intentions can be divided into two groups: Economic behaviors and social behaviors. That kind of customers' behaviors that influences on financial factors of the company such as purchase repetition is considered as one of economic behavioral intentions. A meaningful relationship is reported between customers' satisfaction and purchase repetition (Lin, 2006) . The purpose of this study is to answer the question of what impact the services revival strategy has on trust and behavioral intentions of customers of Iranian Insurance in the city of Ardabil.
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Research Methodology
Research Methodology In terms of purpose this is an applied research, in terms of the method it is a causative one and in terms of method of collecting information the intended research method is field. The population of this research includes all customers of Iranian Insurance Company in the city of Ardabil which consists of 43,514 people. The method used for sampling is available possible way. For determining sample size, the formula of unlimited population size has been used which according to this formula number of statistical sample has been equaled 384. For enhancing validity, 400 questionnaires were distributed and of 400 questionnaires 375 ones were usable. Collecting data tools three standard questionnaires were used to collect the required data: Services revival strategies questionnaire. The tool consists of 15 questions that participants were asked to show their understanding of conducted revival strategies based on Likert range from number 5 (very satisfied) to 1 (very dissatisfied) simply by selecting one question. Customers' trust questionnaire: The questionnaire includes 11 questions which based on Likert range is number 5 (very satisfied) to number 1 (very dissatisfied). Behavioral intentions questionnaire: The tool consists of 8 questions which based on Likert range, following 3 introduction questions, 3 purchase repetition questions and 2 nonsensitiveness to cost, will be ranked from number 5 (completely agree) to number 1 (completely disagree). For assessing the validity of questionnaire validity of the content has been used, in this way the questionnaires were given to professors and they were asked to offer their comments about the issue that whether questionnaires are suitable tools to measure variables, which they confirmed it. Cronbach's alpha coefficient was used to measure the reliability of the questionnaire as well. Cronbach's alpha coefficient was calculated 0/90 for services revival strategy questionnaire, 0/83 for customers' trust and 0/76 for customers' behavioral intentions. SPSS software was used to analyze the data and regression coefficient was used to analyze assumptions. According to the results of Table 1 and the fact that the significance level of error of test for confidence level (0/95) is more than 0.05, so it can be said that the distribution of variables of the research is normal and for analyzing the assumptions parametric tests (regression correlation coefficient) should be used. According to the results in Table 4 and by considering the significance level of error of test for confidence level (0.99), it can be said that services revival strategy is able to predict behavioral intentions of customers and Beta coefficient indicates that services revival strategy predicts customers' behavioral intentions as 0.83. Also, repair (0.34), exceptional Arabian Journal of Business and Management Review (OMAN Chapter) Vol. 5, No.4; November. 2015 behavior (0.24), apologizing (0.63), guidance (0.34) and doing nothing (0.25) predict changes of customers' behavioral intentions. 
Findings
4.
Conclusions the results of this study suggest that the use of services revival strategy, explanation, repair, exceptional behavior, apologizing and guidance have significant positive effect on customers' trust. Services revival strategy, repair, exceptional behavior, apologizing, guidance and to do nothing have significant positive effect on behavioral intentions of customers. Finally, consumers' trust, fulfilling obligations and meeting the expectations have significant positive effect on behavioral intentions of customers. Obtained results of this study are very similar to previous research findings. However, because the research is new and another research completely similar to this one still is not conducted, it may not be possible to compare this with previous studies. However, the results of some similar studies are summarized as follows: Samadi et al (2009) conducted a study as a failure in services delivery, services revival strategies and their effect on hotels' consumers' behavior. The results of this study indicate that there is a significant relationship among dimensions of the services failure and services revival strategies and revival strategies with behavioral intentions. In addition, the findings indicate that customers' perception of services failure and service revival strategies overall is of effective factors on behavioral intentions of hotel's foreign guests. Kazemi and Barid Nazif 2010) conducted a study with the title of perceived justice of services revival and its impact on consumers' trust in domestic airlines. Structural equations modeling method has been used for data processing and analysis of research findings. The results confirm the effect of each dimension of justice, in order of importance including interactive, procedural and distributive, on satisfaction of services revival. Also, the impact of Arabian Journal of Business and Management Review (OMAN Chapter) Vol. 5, No.4; November. 2015 satisfaction of services revival on the customers' trust has been confirmed. Swanson and Kelley (2001) in a study titled "Details and results of services revival process" tried to find a relationship among process of services revival and customers' perception of the quality of services and behavioral intentions (advertising and repurchase). Findings indicate that "behavioral intentions of customers in services revival processes was stable and more desirable" and "staff-oriented services revival processes caused customers have better assessments and positive word of mouth advertising to services provider." Kanusi (2005) in a study titled "Experimental evaluation of the role of culture on expectations of services revival" studied the effect of culture on expectations of services revival. The researcher used a questionnaire called Recovest designed by Boshov to measure customers' satisfaction in relation to services revival strategies in this study. Six dimensions of services revival strategies (communication, autonomy, feedback, correction, clarification and tangible things) were associated with five dimensions of culture (distance of power, uncertainty avoidance, the individualism-collectivism, masculinity -femininity and long-term or short-term trends). Results showed that consumer culture has a significant positive impact on the expectations of services revival. Three factors out of five cultural factors (individualism, male-orientation and long-term orientation) are relevant with expectations of services revival. Hukat et al (2006) conducted a study on the effect of services revival on customers' evaluation about services delivery. Results of this study showed that consumers who do not say anything about the failure of services create the biggest problems for service companies and they become silent killers of companies. Research shows that only one out of every 27 unsatisfied customers complains. Lewis & Spai Rakupulus carried out a research in Greek banks. The aim of this study was to evaluate and classify the failures of services perceived by customers in bank branches in Greece and describing performed revival strategies. Critical Incident Technique was used in this research. Participants were asked to specify the rate of their dissatisfaction of occurred problems in the area of banking services using 7-point Likert scale. In addition, they were asked to rank their satisfaction of the bank's response to the problems on the Likert scale. The results of the study clearly showed that from the perspective of customers "employees' reluctance" and "false statements" were two types of service failures which had the highest rank. Two Services revival strategies with the highest rank were "reform" and "special treatment" (Lewis & Spai Rakupulus, 2001) . Marymun et al (2011) conducted a research titled "the impact of services revival on customers' loyalty (case study of electronic banking in Spain) and concluded that there was a significant relationship among all components of services revival including explanation, repair, exceptional behavior, apologizing, redress, redirection and not doing anything, and customers' loyalty.
Recommendations
In insurance contracts and in the case of insurance policies, a complete transparency should be performed by the employees of Iranian Insurance to customers.
Special units to guide new customers should be established in the main centers of Iranian Insurance. Training courses for staff will be held for use of new technologies and to reduce the amount of errors.
Arabian Journal of Business and Management Review (OMAN Chapter) Vol. 5, No.4; November. 2015 Further monitoring on the performance of insurance agencies about the implementation of insurance regulations should be applied.
Special discounts for loyal customers should be considered. More fundamental actions should be held for compensation in the event of failure of the Iranian Insurance offices. Additional costs of insurance should be reduced to increase customers' purchase repetition.
Special discounts should be considered for customers who introduce other people to buy the insurance. According to the offered prices, suitable services should be offered to attract new customers. Due to competition with other insurance companies, the company should take more account of acceleration of services.
Iranian Insurance Company fulfills all of its obligations in order to improve customers' behavioral intentions. Iranian Insurance company' jurisdiction should be determined and all of the obligations specified in Iranian Insurance should be acted on.
